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T Introduction 


MAR  1 2 1991 

It  is  predicted  that  tourism  will  be  the  single  largest  industry  in  the  world  by  the  turn  of  the 
century.  Alberta,  with  its  spectacular  natural  attractions,  highly  developed  infrastructure 
and  world-wide  transportation  links,  is  in  an  excellent  position  to  capitalize  on  the  growth 
of  tourism  as  a means  to  further  diversify  its  economy. 


Key  to  the  continued  success  of  tourism  is  a knowledgeable,  professional  workforce. 
Individuals  working  in  hospitality  and  tourism  businesses  must  be  fully  aware  of  their  role 
in  and  impact  on  the  tourism  industry.  They  must  consistently  exhibit  positive,  hospitable 
attitudes  towards  visitors  and  they  must  provide  professional,  competent  customer  ser- 
vice. It  is  for  these  reasons  that  the  attitude  and  awareness  standards  were  developed. 

The  tourism  attitude  and  awareness  standards  are  the  basis  for  the  ALBERTA  BEST  pro- 
gram launched  in  the  fall  of  1990.  ALBERTA  BEST  is  a province-wide  program  targeted  at 
tourism  industry  managers  and  staff  to  assist  in  increasing  their  awareness  of  tourism  as 
an  industry  and  to  enhance  their  hospitality  and  service  attitudes.  It  is  designed,  devel- 
oped and  managed  by  a partnership  between  Alberta  Tourism  and  the  tourism  and  hospi- 
tality industry  as  represented  by  the  ALBERTA  BEST  Advisory  Committee.  The  Advisory 
Committee  is  appointed  by  the  Alberta  Tourism  Education  Council. 

These  attitude  and  awareness  standards  are  made  available  both  to  the  industry  and  to 
educational  institutions  as  a guide  for  training  managers  and  staff.  To  be  fully  qualified,  of 
course,  service  professionals  must  have  mastered  the  technical  skills  of  their  chosen 
occupation.  Developing  these  technical  standards  and  certifying  service  professionals  is 
the  mandate  of  the  Alberta  Tourism  Education  Council. 

A province  that  boasts  certified  industry  professionals  who  give  their  ALBERTA  BEST  can 
expect  continued  growth  and  success  in  its  tourism  industry. 

Please  call  or  write  if  you  would  like  more  information  regarding 
these  standards:  or  the  ALBERTA  BEST  program: 


Alberta  Tourism  Education  Council, 
1700  Standard  Life  Centre, 

10405  Jasper  Avenue, 

Edmonton,  Alberta 
T5J  3N4 

Phone:  (403)  422-0781 
Fax:  (403)  422-3430 


Alberta  Tourism, 

Industry  Services  Branch, 
10155  102  Street,  3rd  fir 
Edmonton,  Alberta 
T5J  4L6 

Phone:  (403)  427-7612 
Fax:  (403)  427-0778 
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V Standards  Overview 


▼ What  Are  Standards? 

Standards  are  points  of  reference  from 
which  measurements  can  be  made.  The 
standards  in  this  document  define  the 
knowledge,  skills  and  attitudes  required  of 
Albertans  to  make  our  visitors’  experience 
in  Alberta  the  best  it  can  be.  The  stan- 
dards are  targeted  to  the  general  public, 
staff  and  managers  in  the  tourism  industry 
and  tourism-related  special  interest 
groups. 

T How  Were  These 
Standards 
Developed? 

These  standards  were  developed  by  mem- 
bers of  the  tourism  industry  and  the  gener- 
al public  who  were  interviewed  and  asked 
to  identify  the  tourism-related  attitudes  and 
awareness  which  Albertans  should 
demonstrate  to  best  serve  our  visitors. 

This  information  was  validated  by  a com- 
mittee representing  Alberta’s  geographic 
regions,  tourism  sectors  and  tourism  busi- 
nesses. 

T Who  Will  Benefit 
From  Standards  and 
How? 

In  the  long  run,  everyone  benefits  from 
defining,  implementing  and  monitoring 
standards.  The  major  beneficiaries  in  the 
case  of  the  tourism  attitude  and  aware- 
ness standards  are  Alberta’s  visitors. 

Groups  which  will  use  the  standards 
include: 

Owners/Managers/Supervisors 

▼ Standards  define  the  knowledge  and 
skills  that  employees  must 
demonstrate. 


▼ Standards  form  the  basis  for  the 
recruitment,  training  and  development 
of  both  managers  and  staff. 

▼ Standards  act  as  a checklist  to  ensure 
consistency  of  service  throughout  an 
entire  business.  Consistency  is  one  of 
the  hallmarks  of  a successful  business. 

Staff 

▼ Standards  serve  as  a basis  for  chal- 
lenge, self-improvement  and 
advancement. 

▼ Meeting  and  exceeding  standards  cre- 
ates a positive  self-concept. 

▼ Increased  skill  levels  and  enhanced 
self-concept  create  pride  in  one’s  work, 
enhancing  one’s  public  image  and 
stimulating  recognition. 

Educators/Trainers 

T Standards  provide  the  basis  for  cur- 
riculum and  program  development. 

▼ Standards  provide  the  framework  for 
enlightened  and  practical  training 
seminars. 

T Standards  create  awareness  of  the 
complexity  of  the  skills  required  by  staff 
and  managers  in  the  tourism  industry. 

The  General  Public  and  Special 
Interest  Groups 

T Standards  serve  to  raise  awareness  of 
the  knowledge,  skills  and  attitudes 
required  by  the  general  public  in  order 
for  them  to  make  our  visitors’  experi- 
ence the  best  it  can  be. 

▼ Standards  provide  the  springboard  for 
programs,  seminars  and  speeches 
which  aid  special  interest  groups  in 
supporting  individuals  who  wish  to  bet- 
ter fulfil  their  role  as  ambassadors  for 
Alberta. 
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▼ How  Do  You  Read 
These  Standards? 

It’s  actually  very  simple: 

MAJOR  CATEGORIES  (indicated 
in  margin) 

indicate  general  skill  areas. 

MAJOR  SKILLS 

represent  the  general  area  of 
competence. 

SKILLS 

identify  the  individual  tasks  which 
make  up  the  general  area  of 
competence. 

GROUP 

indicates  the  number  which  represents 
a particular  sector  of  the  population  for 
which  the  standards  have  been  written: 

1 . General  Public 

2.  Staff 

3.  Management/Owners 

4.  Special  Interest  Groups  (industry 
associations,  elected  officials, 
tourism  action  committees,  service 
clubs,  government  departments 
and  agencies) 

KNOWLEDGE  STANDARDS 

specify  what  an  individual  must  know 
to  be  considered  competent  in  a skill. 

PERFORMANCE  STANDARDS 

specify  what  an  individual  must  be  able 
to  demonstrate,  based  on  the  require- 
ments  as  stated  in  the  knowledge  stan- 
dard, to  be  considered  competent  in  a 
skill. 


T How  Are  Standards 
Affected  By  House 
Policy? 

Alberta  Best  recognizes  that  an  establish- 
ment may  have  internal  policies  that  may 
affect  the  way  a skill  is  performed. 
Therefore,  some  standards  have  “with  con- 
sideration of  house  policy”  added  as  part 
of  the  performance  standard  to  recognize 
these  differences. 
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SKILL  1: 

DEFINE 

HOSPITALITY 


The  participant  must: 


STANDARD 


The  participant  will: 


1-4 


1.1  define  hospitality 


define  hospitality: 

the  provision  of  a positive  and  friendly  envi- 
ronment, information,  products  and/or  ser- 
vices that  meet  or  exceed  expectations 
which  makes  a visitor/guest  feel  at  home 
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SKILL  2: 
DESCRIBE 
REWARDS  OF 
HOSPITALITY 


The  participant  must: 


STANDARD 


The  participant  will: 


1-4 


2.1  describe  rewards 
of  hospitality 


2-4 


describe  rewards  of  hospitality: 

a)  creates  positive  interaction  for  visitor  and 
host 

b)  creates  potential  for  developing  greater 
interest,  understanding  and  acceptance 
of  other  cultures 

c)  creates  potential  for  developing  new 
acquaintances  and  friendships 

d)  creates  community  pride 

e)  increases  self-satisfaction 

f)  extends  length  of  visitor’s  stay 

g)  increases  recognition  of  job  well  done 

h)  increases  job  satisfaction 

i)  improves  staff  morale  and  initiative 

j)  improves  customer  service 

k)  creates  repeat  business  and  greater 
potential  for  new  business 

l)  increases  profits 

m)  increases  prestige  and  improves  image  in 
community  and  province 


A,  HOSPITALITY 


GROUP 
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SKILL  3: 

PROVIDE 

HOSPITALITY 


The  participant  must: 


STANDARD 


The  participant  will: 


1-4 


3.1  exhibit 

behaviours  asso- 
ciated with  pro- 
viding hospitality 


describe  behaviours  associated  with  provid- 
ing hospitality: 

a)  be  friendly 

b)  be  helpful 

c)  show  empathy 

d)  be  approachable 

e)  be  resourceful 

f)  be  attentive 

g)  be  courteous 

h)  be  enthusiastic 

i)  use  appropriate  body  language 

j)  use  appropriate  voice  intonation 

k)  maintain  frequent  eye  contact 

l)  ensure  personal  cleanliness 

m)  maintain  appropriate  appearance 

exhibit  behaviours  associated  with  providing 
hospitality 
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SKILL  1: 
DESCRIBE 
POSITIVE 
ATTITUDE 


The  participant  must: 


STANDARD 


The  participant  will: 


1-4 


lei  describe  positive 
attitude 


describe  positive  attitude: 

the  expectation  of  a positive  experience 
when  approaching  a task,  person  or  situation 


1™4  1,2  state  how  an  atti- 

tude is  learned 
and  reinforced 


state  that  an  attitude  is  learned  and  rein- 
forced through: 

a)  significant  others,  e.g.  parents,  teachers, 
employers 

b)  personal  experiences 

c)  the  media 

d)  society  at  large,  e.g,  churches, 
organizations 


B.  ATTITUDE 
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SKILL  2: 
DESCRIBE 
IMPACT  OF 
ATTITUDE 


The  participant  must: 


B 


STANDARD 

The  participant  will: 


1-4 


2.1  describe  impact 
of  positive 
attitude 


describe  impact  of  positive  attitude: 

a)  a positive  attitude  allows  one  to: 

• feel  good  about  self  and  others 

• be  open  to  new  ideas 

• appear  approachable 

• be  perceived  as  likeable 

• maintain  friendships 

• communicate  more  effectively 

• experience  greater  job  satisfaction 

• make  most  of  situations 

• deal  more  effectively  with  stress,  thus 
enjoying  better  health 

b)  another  person’s  positive  attitude  causes 
one  to  feel: 

• good  about  self  and  others 

• energetic 

• enthusiastic 

• hopeful 

• positive 

• useful  and  helpful 

• important  and  significant 

c)  a positive  attitude  affects  business  and 
community  by: 

• creating  positive  experience  for 
visitor/guest  and  other  staff 

• encouraging  repeat  business/visits 

• encouraging  new  business/visits 
through  positive  word-of-mouth 
advertising 

• increasing  revenue 

• increasing  prestige 

• extending  length  of  visitor’s/guest’s  stay 


B.  ATTITUDE 
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B.  ATTITUDE 
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SKILL  2: 
DESCRIBE 
IMPACT  OF 
ATTITUDE 


The  participant  must: 

2,2  describe  impact 
of  negative 
attitude 


Ui 

Q 
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STANDARD 

The  participant  will: 

describe  impact  of  negative  attitude: 

a)  a negative  attitude  causes  one  to: 

• feel  negative  about  self  and  others 

• be  closed  to  new  ideas 
« appear  unapproachable 

• be  perceived  as  being  unfriendly 

• experience  difficulty  making  and  main- 
taining friends 

• communicate  less  effectively 

® experience  less  job  satisfaction 

• avoid  new  experiences 

• deal  less  effectively  with  stress,  thus 
suffering  poorer  health 

b)  another  person’s  negative  attitude  causes 
one  to  feel: 

• negative  about  self  and  others 

• tired  and  drained 

• depressed 

• frustrated  and  angry 

• powerless 

• pessimistic 

• insignificant  and  unimportant 

c)  a negative  attitude  affects  business  and 
community  by: 

• creating  negative  experiences  for  visi- 
tor/guest  and  other  staff 

• discouraging  repeat  business/visits 

• encouraging  negative  word-of-mouth 
advertising,  thus  discouraging  new 
business/visits 

• reducing  opportunities  to  increase 
revenue 

• reducing  opportunities  to  increase 
prestige 

• reducing  possibility  of  spontaneous 
extended  visits  by  visitor/guest 

• shortening  time  visitor/guest  planned  to 
stay 
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SKILL  3: 
DEMONSTRATE 
POSITIVE 
ATTITUDE 


STANDARD 
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The  participant  must: 


The  participant  will: 


3.1  exhibit  attributes 
associated  with 
positive  attitude 


identify  attributes  associated  with  positive 
attitude: 

a)  be  confident 

b)  be  helpful 

c)  be  enthusiastic 

d)  manage  time  to  properly  serve/aid 
visitor/guest 

e)  listen  actively 

f)  be  personable 

g)  be  courteous 

h)  remember  and  accommodate  special 
needs 

i)  maintain  high  standards 

j)  be  open-minded 

k)  be  sincere 

l)  be  willing 

m)  be  cheerful 

n)  dress  and  act  appropriately 

o)  thank  visitor/guest  appropriately 

p)  enjoy  job 

q)  be  punctual  and  prompt 

r)  develop  good  rapport  with  customers,  co- 
workers and  supervisors 

s)  be  professional 

t)  acknowledge  regular  visitor/guest  by 
name,  remembering  relevant  details 
relating  to  visitor/guest 

exhibit  attitudes  associated  with  positive 

attitude  ■ —■■■■■ 

B.  ATTITUDE 
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SKILL  4: 
DEVELOP  AND 
MAINTAIN 
POSITIVE 
ATTITUDE 


The  participant  must: 


STANDARD 

The  participant  will: 


1-4 


4,1  develop  positive 
attitude 


outline  how  to  develop  positive  attitude: 

a)  visualize  goal  clearly  in  terms  of  self,  e.g, 
self-ideal 

b)  observe  others  who  demonstrate  desired 
attitude  and  behaviour 

c)  identify  characteristics  and  behaviours 
consistent  with  desired  attitude 

d)  choose  behaviours  and  thought  process- 
es consistent  with  desired  attitude 

e)  practise  behaviours  and  thought  process- 
es consistent  with  desired  attitude 

f)  use  feedback  and  self-monitoring  to  rein- 
force attitudinal  change 

g)  remain  open  to  new  situations  and 
people 

h)  seek  information  and  experiences  to 
become  more  familiar  with  unknown 

develop  positive  attitude 


B.  ATTITUDE 


GROUP 


ATTITUDE  AND  AWARENESS  STANDARDS 


SKILL  4: 
DEVELOP  AND 
MAINTAIN 
POSITIVE 
ATTITUDE 


STANDARD 
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The  participant  must: 


The  participant  will: 


1-4 


4.2  maintain  positive 
attitude 


3-4 


1-4 


describe  how  to  maintain  positive  attitude: 

a)  maintain  good  physical  health,  e.g.  regu- 
lar hours  of  rest,  balanced  diet,  avoid- 
ance of  substance  abuse 

b)  allow  sufficient  leisure  time  for  self  and 
with  family  and  friends 

c)  allow  individual  creativity  to  influence 
environment 

d)  allow  tasks  to  reflect  personal  style 

e)  try  new  approaches  to  combat  boredom 

f)  acknowledge  broader  perspective 

g)  send  positive  messages  to  self,  i.e.  posi- 
tive reinforcement 

h)  seek  challenges  and  responsibility 

i)  develop  and  maintain  sense  of  humour 

j)  look  for  positive  aspects  of  situations 

k)  be  an  appropriate  role  model 

l)  treat  others  with  respect 

m)  reinforce  usefulness  and  importance  of 
each  position 

n)  look  for  and  reward  positive  performance 

o)  allow  some  freedom  in  how  work  is 
accomplished 

p)  provide  and  use  fair  evaluation  methods 
regularly 

q)  reinforce  collaborative  behaviour 

r)  support  and  trust  others 

s)  be  willing  to  attempt  new  methods  or  sys- 
tems which  will  improve  working  condi- 
tions, service  or  products 

t)  provide  adequate  training 

u)  describe  job  expectations  clearly 

v)  allow  staff  to  socialize  and  have  fun  on 
job 

maintain  positive  attitude 


B.  ATTITUDE 


ATTITUDE  AND  AWARENESS  STANDARDS 
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Q. 


(D 


SKILL  1: 

DESCRIBE 

TOURISM 


The  participant  must: 


STANDARD 


The  participant  will: 


1-4 


1.1  define  tourism 


define  tourism: 

a)  practise  of  people  travelling  outside 
home  community  for  rest,  recreation, 
sightseeing,  business  and  visiting 

b)  direct  and  indirect  supply  of  goods  and 
services  to  travellers  to  facilitate  their 
business,  pleasure  and  leisure  activities 

c)  boost  to  local  business 

d)  reason  for  existence  of  specific 
businesses 

e)  beneficial  to  host  community,  region, 
province  and  country 

f)  expected  to  be  8\..the  largest  industry  in 
the  world  by  the  end  of  the  century"  and 
an  industry  with  the  fastest  growth  poten- 
tial (Herman  Kahn,  Futurist,  Tourism 
Planning  and  Development  Issues , 1 980) 

g)  generally  reliable  industry 

h)  labour-intensive  industry 

i)  beneficial  to  all  sectors  of  population 

j)  source  of  positive  career  choice/path 

k)  positive  force  toward  global  peace 


1-4 


1.2  define  tourist 


C,  TOURISM 


define  tourist: 

person  travelling  more  than  80  km  away  from 
home  for  rest,  recreation,  sightseeing,  busi- 
ness, pleasure  or  visiting,  and  staying  for 
varying  lengths  of  time 


GROUP 


ATTITUDE  AND  AWARENESS  STANDARDS 


SKILL  1: 

DESCRIBE 

TOURISM 


The  participant  must: 


STANDARD 


The  participant  will: 
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1.3  outline  tourism 
revenue  in 
Alberta 


outline  tourism  revenue  in  Alberta: 

a)  48.5%  is  generated  by  Albertans  travel- 
ling within  Alberta  (Alberta  Tourism, 
1988) 

b)  26.8%  is  generated  by  other  Canadians 
travelling  within  Alberta  (Alberta  Tourism, 
1988) 

c)  1 6.4%  is  generated  by  Americans  travel- 
ling within  Alberta  (Statistics  Canada, 
1988) 

d)  8.3%  is  generated  by  overseas  visitors 
travelling  within  Alberta  (Statistics 
Canada,  1 988) 

e)  tourism  is  Alberta’s  third  largest  industry 
in  terms  of  generating  export  revenue 
(Alberta  Tourism,  1988) 

f)  tourism  generates  $2.4  billion  per  year 
(Alberta  Tourism,  1988) 

g)  tourism  provides  72900  person-years  of 
employment  (Alberta  Tourism,  1988) 

h)  supports  5400  tourism-related  business- 
es (Alberta  Tourism,  1985) 

i)  generates  tax  revenue 

j)  circulates  new  money  in  community,  cre- 
ating multiplier  effect 


C,  TOURISM 


ATTITUDE  AND  AWARENESS  STANDARDS 
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SKILL  2: 

PROMOTE 

PROVINCE 


The  participant  must: 


STANDARD 

The  participant  will: 


1-4 


2.1  fulfil  roles  in 
tourism  and  in 
promotion  of 
province 


• TOURISM 


3-4 


describe  how  to  fulfil  roles  in  tourism  and  in 

promotion  of  province: 

a)  be  an  ambassador  for  Alberta 

b)  realize  any  person  could  be  a tourist 

c)  realize  that  all  reactions  and  interactions 
with  tourists  can  have  direct  effect  on 
tourists’  impressions  of  Alberta 

d)  appreciate  why  tourists  visit  Alberta 

e)  accentuate  positive  aspects  of  Alberta 
when  speaking  of  Alberta 

f)  discover  Alberta’s  wealth  of  tourism 
resources 

g)  know  major  tourism  resources,  attrac- 
tions and  events  in: 

• community 

• region/zone 

• province,  e.g.  national  parks,  Calgary 
Stampede,  Tyrrell  Museum,  West 
Edmonton  Mall 

h)  refer  visitor/guest  to  visitor  information 
services,  i.e.  zone  offices,  Alberta 
Tourism 

i)  ensure  visitor/guest  has  the  best  possible 
experience 

j)  ensure  all  visitors/guests  receive  equi- 
table service 

k)  ensure  positive  environment  exists  within 
one’s  business  and  community  for 
visitor/guest  to  experience 

l)  ensure  positive  environment  exists  within 
one’s  business  and  community  for  staff  tc 
work  in 

m)  ensure  positive  environment  exists  for 
education,  training  and  advancement  of 
staff 

n)  promote  training  programs  for  staff  and 
community  in  areas  of  service  and 
tourism 

o)  realize  that  one’s  attitudes  have  a direct 
effect  on  the  attitudes  and  morale  of  stafi 
and  community  and/or  visitor/guest 

p)  commit  to  training  and  education  pro- 
grams for  management  and  staff 

q)  become  involved  in  tourism  planning  anc 
promotion  in  community  and  region 


GROUP 


ATTITUDE  AND  AWARENESS  STANDARDS 
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SKILL  2: 

PROMOTE 

PROVINCE 


The  participant  must: 


STANDARD 


The  participant  will: 


2.1  cont’d. 


r)  assume  leadership  role  in  creating  com- 
munity regional  tourism  development 
plan 

s)  assume  leadership  role  in  promoting 
tourism  and  in  creating  tourism  aware- 
ness in  community/region 

t)  assume  partnership  role  with  tourism 
businesses  to  develop  and  implement 
tourism  plans  and  awareness  programs 


fulfil  roles  in  tourism  and  in  promotion  of 
province 


1-4 


2.2  provide  commu- 
nity services 
information 


describe  how  to  provide  community  services 
information: 

a)  know  locations  of  community  services, 
for  example: 

• accommodation 

• restaurants 

• services 

• events  and  attractions 

b)  offer  personal  recommendations  when 
asked 

c)  offer  to  make  reservations  or  bookings 

d)  direct  visitors/guests  to  community  ser- 
vices, e.g„  describe  route 

provide  community  services  information 
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3.1  describe  person- 
al benefits  of 
tourism 


2-4 


describe  personal  benefits  of  tourism: 

a)  creates  attractions,  natural  areas,  ser- 
vices and  facilities  that  might  not  exist 
without  tourism 

b)  creates  cultural  events  that  all  Albertans 
can  enjoy  and  that  might  not  exist  without 
tourism 

c)  increases  employment  opportunities  for 
Albertans 

d)  creates  educational  and  multicultural 
experiences 

e)  generates  goodwill  amongst  people 

f)  generates  additional  revenue,  thus 
increasing  chances  of  business  success 

g)  creates  personal  pride  and  satisfaction  in 
job  well  done 
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SKILL  3: 
DESCRIBE 
BENEFITS  OF 
TOURISM 


The  participant  must: 


STANDARD 

The  participant  will: 
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3.2  describe  social 
benefits  of 
tourism 


describe  social  benefits  of  tourism: 

a)  increases  pride  and  unity  in  community, 
region  and  province 

b)  creates  facilities  for  community  use  that 
might  not  exist  without  tourism 

c)  preserves  local  customs,  identities  and 
history 

d)  increases  opportunity  to  meet  and  estab= 
lish  new  contacts 

e)  increases  participation  in  community 
activities 

f)  develops  community  focus  and  identity 

g)  helps  conserve  and  provides  opportunity 
to  enjoy  nature 

h)  strengthens  family  through  time  shared 
while  participating  in  tourism  experience 

i)  creates  community  and  regional  infras- 
tructures that  might  not  exist  without 
tourism 


1-4 


3.3  describe  cultural 
benefits  of 
tourism 


C.  TOURISM 


describe  cultural  benefits  of  tourism: 

a)  encourages  cultural  understanding  and 
awareness 

b)  provides  opportunities  to  study  and 
appreciate  history  of  community  and 
Alberta 


c)  provides  financial  support  for  cultural  ini- 
tiatives, attractions  and  sites  that  might 
not  exist  without  tourism 


GROUP 


ATTITUDE  AND  AWARENESS  STANDARDS 


SKILL  4: 
DESCRIBE 
TOURISM 
STATISTICS  AND 
TRENDS 


The  participant  must: 
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4.1  outline  tourism 
statistics  in 
Alberta 
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STANDARD 

The  participant  will: 

outline  tourism  statistics  in  Alberta: 

a)  receipts  reaching  $2.4  billion  (Alberta 
Tourism,  1988) 

b)  origin  of  tourists: 

• 69.8%  of  travellers  are  Albertans 
(Alberta  Tourism,  1988) 

• 18.4%  of  travellers  are  other  Canadians 
(Alberta  Tourism,  1988) 

• 8.9%  of  travellers  are  American  citizens 
(Statistics  Canada,  1988) 

• 2.9%  of  travellers  are  from  overseas 
(Statistics  Canada,  1988) 
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4.2  describe  tourism 
trends  in  Alberta 


describe  tourism  trends  in  Alberta: 

a)  has  excellent  growth  potential  (based  on 
current  statistics) 

b)  has  potential  to  greatly  increase 
Albertans’  quality  of  life  through  multiplier 
effect  of  tourism  dollars 


C.  TOURISM 


ATTITUDE  AND  AWARENESS  STANDARDS 
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SKILL  5’ 

IDENTIFY 

TOURISM 

Q-  PARTNERS  AND 
o ROLES 

DC 


STANDARD 


The  participant  must: 


The  participant  will: 


1-4 


5=1 


identify  various 
partners  in 
tourism 


identify  various  partners  in  tourism: 

a)  government 

• municipal,  e.g.  city  council,  town 
council 

• provincial,  e.g.  Tourism,  Recreation  anc 
Parks 

• federal,  e.g.  Customs,  Environment, 
Tourism 

b)  private  sector 

• Tourism  Industry  Association  of  Alberta 
(TIAALTA) 

• tourist  zones 

• chambers  of  commerce,  visitor  and 
convention  bureaus 

• other  tourism-related  associations 

• private  tourism-related  businesses 

c)  Alberta  Tourism  Education  Council 

(ATEC) 

d)  educational  institutions,  e.g.  primary,  sec 

ondary,  post-secondary 


1-4 


5.2  outline  role  of 
government  as 
represented  by 
Alberta  Tourism 


. TOURISM 
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outline  role  of  government  as  represented  by 

Alberta  Tourism: 

a)  promotes  province  to  Albertans, 
Canadians  and  to  international  travellers 

b)  provides  long-range,  long-term  planning 
for  tourism 

c)  develops  partnership  with  private  sector 
to  plan  and  develop  tourism 

d)  acts  as  resource  for  private  sector 

e)  provides  positive  environment  in  which 
tourism  development  and  promotion  can 
take  place 

f)  acts  as  co-ordinator  of  action  for  wide 
range  of  policies  affecting  tourism 

g)  liaises  with  other  government 
departments 

h)  provides  education  and  support  to 
industry 

i)  acts  as  potential  source  of  funding  for 
tourism 


GROUP 


ATTITUDE  AND  AWARENESS  STANDARDS 
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SKILL  5: 
IDENTIFY 
TOURISM 
PARTNERS  AND 
ROLES 


STANDARD 


The  participant  must: 


The  participant  will: 


5.3  outline  role  of  pri- 
vate sector  in 
tourism 


outline  role  of  private  sector  in  tourism: 

a)  develops  and  promotes  tourism  through: 

• Tourism  Industry  Association  of  Alberta 
(TIAALTA)  representing  tourism-related 
industries  provincially 

• tourism  zones  representing  communi- 
ties within  the  14  geographical  regions 
of  Alberta 

• chambers  of  commerce,  visitor  and 
convention  bureaus  representing  spe- 
cific sectors 

• tourism-related  associations  represent- 
ing specific  sectors 

• private  tourism-related  business  repre- 
senting themselves 

b)  plans  and  develops  tourism  in  partner- 
ship with  government  by: 

• using  government  assistance  and 
expertise  wisely  by  cultivating  contacts 

• using  Tourism  Industry  Association  of 
Alberta  as  much  as  possible  to  make 
representations  to  government 

• using  all  resources  available  to 
businesses/communities 

• creating  and  using  links  between  pri- 
vate sector  groups 


5.4  outline  role  of 
Alberta  Tourism 
Education 
Council  (ATEC) 


outline  role  of  Alberta  Tourism  Education 

Council: 

a)  stimulates  and  integrates  resources  of 
industry,  government  and  education  to 
meet  present  and  future  needs  of 
Alberta’s  tourism  industry 

b)  promotes  tourism  industry  as  a positive 
career  choice/path 

c)  keeps  up-to-date  on  all  training  and  edu- 
cation opportunities 

d)  develops  and  maintains  positive,  helpful 
and  professional  liaison  between  industry, 
education  and  government 
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C.  TOURISM 


SKILL  5: 
IDENTIFY 
TOURISM 
PARTNERS  AND 
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The  participant  must: 


5.5  outline  role  of 
educational  insti- 
tutions in  tourism 


STANDARD 

The  participant  will: 

outline  role  of  educational  institutions  in 

tourism: 

a)  works  with  appropriate  government  agen= 
cies  to  respond  to  needs  of  industry 

b)  provides  suitable  course  content  and 
materials  to  meet  needs  of  industry 

c)  provides  a facility  and  a model  to  deliver 
course  content 

d)  provides  programs  referenced  to  Alberta 
Tourism  Education  Council  standards 


GROUP 


ATTITUDE  AND  AWARENESS  STANDARDS 


SKILL  6: 
IDENTIFY 
TOURISM 
CONCERNS 


The  participant  must: 


STANDARD 


The  participant  will: 
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6.1  identify  concerns 
associated  with 
tourism 


identify  concerns  associated  with  tourism: 

a)  congestion 

b)  inflated  prices  for  products  related  to 
tourism 

c)  vandalism 

d)  pollution 

e)  loss  of  privacy 

f)  change  in  lifestyle 

g)  loss  of  cultural  integrity  and  authenticity 

h)  commercialization,  e.g.  trinkets  and 
souvenirs 

i)  standardization  of  food  and 
accommodations 

j)  resentment  of  people  from  other  areas 

k)  increased  spending  on  upgrading  tourist 
facilities  and  not  other  facilities  in 
community 

l)  slow  or  unfeasible  tourism  development 
caused  by  poor  planning 

m)  environmental  disruption 

n)  environmental  issues,  e.g.  development 
vs.  protection 

o)  perception  of  tourism  as  seasonal  only 

p)  foreign  ownership 

q)  shift  to  service-based  economy 
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SKILL  1: 
PROVIDE 
EFFECTIVE 
SERVICE 


s 


The  participant  must: 


STANDARD 

The  participant  will: 


T1  provide  effective 
service 


identify  elements  of  effective  service: 

a)  exhibit  positive  attitude 

b)  be  knowledgeable  and  competent 

c)  maintain  appropriate  appearance 

provide  effective  service 


D.  CUSTOMER 
SERVICE 


GROUP 


ATTITUDE  AND  AWARENESS  STANDARDS 


SKILL  1 : 
PROVIDE 
EFFECTIVE 
SERVICE 


The  participant  must: 


STANDARD 


The  participant  will: 
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1.2  deliver  effective 
service 


3-4 

2-4 


outline  how  to  deliver  effective  service: 

a)  use  interpersonal  skills 

• make  eye  contact  with  visitor/guest 

• greet  visitor/guest  warmly  and 
appropriately 

• initiate  conversation 

• speak  loudly  enough  to  be  heard 

• speak  clearly 

• use  appropriate  language 

• be  attentive 

• listen  carefully 

• ask  relevant  questions 

• paraphrase 

• do  not  interrupt 

• respond  promptly 

• empathize 

• be  patient 

• be  sincere 

• read  visitor/guest  for  non-verbal 
messages 

• thank  visitor/guest  for  patronage 

b)  use  positive  body  language 

• make  frequent  eye  contact 

• respond  with  appropriate  facial 
expression 

• respond  with  expressive,  appropriate 
tone  of  voice 

• use  natural,  non-aggressive  gestures 

• maintain  alert,  open  stance 

• maintain  proper  posture 

c)  have  knowledge  of  job 

• know  products  and  services  offered 

• know  location  of  departments,  person- 
nel and  products 

• know  hours  of  operation 

» know  business  procedures  and  policies 
® remember  names  of  and  relevant 
details  about  repeat  customers 

• keep  informed  about  attractions  and 
events  in  area 

• know  how  to  refer  visitor/guest  to  visitor 
information 

• know  how  to  sell  products  and  services 

• know  how  to  refer  visitor/guest  to 
supervisor/superior 

• know  how  to  relate  to  and  manage  staff 

• know  how  to  train  staff  and  access 
training  resources 

deliver  effective  service 


D.  CUSTOMER 
SERVICE 
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SKILL  1: 
PROVIDE 
EFFECTIVE 
SERVICE 


The  participant  must: 


STANDARD 


The  participant  will: 


2-4  1,3  identify  results  of 

effective  service 


identify  results  of  effective  service: 

a)  visitor/guest  satisfaction 

b)  repeat  business 

c)  new  business  generated  by  satisfied 
visitor/guest 

d)  greater  job  satisfaction  and  decreased 
staff  turnover 

e)  increased  morale 

f)  increased  income,  prestige  and  recogni- 
tion for  individual,  business,  community 
and  province 


D.  CUSTOMER 
SERVICE 


GROUP 


ATTITUDE  AND  AWARENESS  STANDARDS 


SKILL  2: 

FULFIL 
CUSTOMER 
SERVICE  ROLES 


The  participant  must: 


STANDARD 

The  participant  will: 
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2.1  fulfil  customer 
service  roles 
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outline  how  to  fulfil  customer  service  roles: 

a)  provide  services  and  products  which 
visitor/guest  wants  or  needs 

b)  exceed  expectations  of  visitor/guest 

c)  assist  visitor/guest  in  obtaining  additional 
services  or  products 

d)  ensure  visitor/guest  receives  value  and 
quality 

e)  treat  all  persons  as  individuals;  do  not 
stereotype 

f)  maintain  positive  attitude 

g)  be  courteous  and  personable 

h)  have  knowledge  and  ability  to  accommo- 
date people  with  special  needs 

i)  respect  visitor/guest  and  staff  confiden- 
tiality and  privacy 

j)  provide  leadership 

k)  act  as  role  model 

l)  provide  recognition  for  work  well  done 

m)  allow  some  individualism  in  how  jobs/pro- 
jects are  accomplished 

n)  prepare  fair  evaluations  of  staff  and 
programs 

o)  provide  staff  training 

fulfil  customer  service  roles 
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2.2  describe  how  an 
individual  can 
positively  affect 
overall  business 


describe  how  an  individual  can  positively 

affect  overall  business: 

a)  increase  customer  satisfaction 

b)  increase  repeat  customers 

c)  generate  new  business  (through  satisfied 
customers) 

d)  increase  revenue  for  business,  communi- 
ty, zone  and  province 

e)  increase  respect 

f)  increase  recognition 

g)  generate  new  ideas  that  may  provide 
improved  methods  of  service  or  products 


D.  CUSTOMER 
SERVICE 
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SKILL  1 : 
HANDLE 
DIFFICULT 
SITUATIONS 


The  participant  must: 


STANDARD 


The  participant  will: 


lol  describe  impor- 
tance of  properly 
handling  difficult 
situations 


describe  importance  of  properly  handling  dif- 
ficult situations: 

a)  prevents  other  guests  from  experiencing 
same  problem 

b)  maximizes  positive  word-of-mouth 
advertising 

c)  minimizes  negative  word-of-mouth 
advertising 

d)  builds  confidence  in  organization 

e)  builds  recognition  as  a professional 

f)  increases  self-satisfaction  and  self-confi- 
dence in  handling  difficult  situations 

g)  maintains  current  guests  rather  than 
replacing  guests 


2-4 


1.2  outline  reasons 
why  guests 
complain 


E*  DIFFICULT 
SITUATIONS 


outline  reasons  why  guests  complain: 

a)  gap  between  expectation  and  products  or 
services  received,  such  as: 

• perceived  value  for  cost  seems 
inadequate 

• effort  used  to  gain  product  or  service 
seems  greater  than  value 

• personal  principle  is  violated 

• change  in  business  itself  that  affects 
customer  personally  or  adversely 

• guests8  time  is  perceived  as  being 
wasted 

b)  recurring  problem 

c)  perceive  openness  to  feedback,  or  feed- 
back is  directly  solicited 

d)  altered  mental  or  emotional  state  of  gues 
resulting  from  substance  use  or  abuse, 
stress  or  illness 


ATTITUDE  AND  AWARENESS  STANDARDS 


SKILL  1: 
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DIFFICULT 
SITUATIONS 


The  participant  must: 


STANDARD 


The  participant  will: 
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1 .3  outline  reasons 
why  guests  do 
not  complain 


outline  reasons  why  guests  do  not  complain: 

a)  takes  too  much  time,  effort  or  trouble 

b)  personally  insecure  or  intimidated 

c)  embarrassed  for  self  or  others  involved 

d)  perceives  complaining  to  be  negative 
behaviour 

e)  does  not  know  who  to  complain  to 

f)  does  not  know  how  to  complain 
effectively 

g)  perceives  that  complaint  would  not  be  lis- 
tened to  or  acted  upon 

h)  can  easily  transfer  business  elsewhere 

i)  has  low  expectations  of  product  or 
service 

j)  has  no  complaint  (expectations  were  met) 


2-4  1.4  handle  dissatis- 

fied guests 
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outline  techniques  for  handling  dissatisfied 

guests: 

a)  seek  guest  feedback  on  products  and 
service 

b)  listen  to  details  of  complaint 

c)  empathize  with  guest,  showing  genuine 
concern 

d)  acknowledge  difficulty,  without  admitting 
fault 

e)  allow  guest  to  express  feelings,  with  mini- 
mal  disruption  to  other  guests 

f)  reassure  guest  of  willingness  to  help 

g)  use  appropriate  body  language,  e.g. 
make  eye  contact,  maintain  open  stance 

h)  remain  calm 

i)  ask  open-ended  questions  to  clarify  or 
probe 

j)  collect  ail  facts 

k)  paraphrase  complaint 

l)  be  as  flexible  as  possible  in  interpreting 
company  policy 

m)  report  to  supervisor  with  full  details 

n)  resolve  problem  with  guest’s  agreement 

o)  follow-up  as  necessary 

p)  log  complaints  to  note  recurring  problems 
or  lack  of  follow-up 

q)  offer  and  encourage  training  for  staff 

r)  offer  and  encourage  refresher  seminars 
for  staff 

s)  act  as  role  model  when  dealing  with  staff 
complaints 

handle  dissatisfied  guests 
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SITUATIONS 


ATTITUDE  AND  AWARENESS  STANDARDS 


30 


CL 

D 

O 


QC 

O 


SKILL  1: 
HANDLE 
DIFFICULT 
SITUATIONS 


The  participant  must: 


s 


STANDARD 


The  participant  will: 
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1 3 handle  dissatis- 
fied guests  who 
are  apparently 
under  influence 
of  alcohol  or 
other  drugs 


E.  DIFFICULT 
SITUATIONS 


outline  techniques  for  handling  dissatisfied 
guests  who  are  apparently  under  influence  of 
alcohol  or  other  drugs: 

a)  have  complete  knowledge  and  under- 
standing  of  Liquor  Control  Act  and  regu- 
lations pursuant  to  Liquor  Control  Act 

b)  notify  management  or  back-up  staff  of 
situation 

c)  use  non-Judgmental  techniques,  for 
example: 

• use  calm,  courteous,  firm  approach 

• avoid  emotionally  charged  words,  e.g. 
drunk 

• avoid  accusations,  e»g.  ‘you’ve  had  too 
much  to  drink!’ 

d)  listen  and  empathize  with  visitor/guest 

e)  do  not  bargain  or  back  down  when  cut- 
ting off  alcohol  service 

f)  let  visitor/guest  know  decisions  are  not 
arbitrary  by  citing  relevant  laws  and 
house  policies 

g)  try  to  talk  to  visitor/guest  alone  or  enlist 
aid  of  unimpaired  friend(s)  of  guest 

h)  call  and  assist  police  as  required  and  be 
prepared  to  lodge  complaint 

i)  ensure  that  safe  mode  of  transportation 
is  available  to  guest  who  is  required  to 
leave 

j)  document  all  relevant  details  of  problems 
and  ejections 

handle  dissatisfied  guests  who  are  apparent- 
ly under  influence  of  alcohol  or  other  drugs, 
with  consideration  to  house  policy 
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hensive job 
descriptions  for 
all  positions  in 
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31 


STANDARD 

The  participant  will: 

outline  how  to  develop  comprehensive  job 
descriptions  for  all  positions  in 
establishment: 

a)  determine  basic  elements  of  job  descrip- 
tion for  each  position  in  establishment: 

• job  title 

• specific  job  skills 

• specific  interpersonal  skills 

• duties 

• required  attitudes 

• appropriate  grooming,  apparel  and 
hygiene 

• reporting  structure 

• paths  for  personal  growth  and 
development 

• time  allocated  for  training  and  probation 

• outline  of  wages,  gratuities  and  benefits 

• notice  of  dismissal  and  exit 
requirements 

• generic  statement  that  allows  for 
change  and  growth  within  job 

• other  details  described  in  establishment 
house  policies 

• provision  for  employee  to  sign  agree- 
ment  of  contents 

b)  record  job  descriptions 

develop  comprehensive  job  descriptions  for 
all  positions  in  establishment 
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THAT 
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GOOD 
SERVICE 


SKILL  1: 
PROVIDE 
CUSTOMER 
SERVICE 


The  participant  must: 


STANDARD 


The  participant  will: 


1.2  develop  and 
implement  hiring 
procedures 
which  facilitate 
optimal  customer 
service 


outline  how  to  develop  and  implement  hiring 
procedures  which  facilitate  optimal  customer 
service: 

a)  develop  hiring  procedures  by: 

• compiling  complete,  accurate  and  real- 
istic job  descriptions  for  every  position 
in  establishment 

• profiling  best  character  traits  that  fit  job 
description,  using  best  employee  as 
role  model  and/or  listing  personality 
traits  necessary  for  success 

b)  screen  candidates  for  interview  fairly  and 
in  good  faith,  Le.  select  applicants  based 
on  qualifications 

c)  be  prepared  for  interview: 

• be  aware  of  legal  and  illegal  interview 
questions 

• use  standard  interview  process 

• be  punctual 

d)  create  short  list  of  applicants 

e)  always  check  references 

f)  hire  according  to  skill  level,  amount  of 
experience,  level  of  education  and  per- 
sonality that  will  best  suit  job 

g)  promote  from  within  whenever  possible 
and  applicable 

develop  and  implement  hiring  procedures 
which  facilitate  optimal  customer  service 
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The  participant  will: 
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outline  how  to  develop  and  implement  proce- 
dures which  facilitate  employee  training  for 
customer  service: 

a)  compensate  trainers  for  formal  training 

b)  ensure  trainers  possess  basic  concept 
and  enjoyment  of  adult  learning 
techniques 

c)  ensure  one  supervisor  or  manager  is 
responsible  for  all  employee  training  and 
follow-up 

d)  ensure  training  materials  and  checklists 
are  logically  sequenced  to  lay  ground- 
work for  building  upon  skills 

e)  implement  training  checklists  to  measure 
progress 

f)  ensure  that  employee  understands  all 
applicable  documented  house  policy 
statements,  procedure  manuals,  etc.,  and 
is  provided  with  any  updated  materials  as 
issued 

g)  provide  employee  with  company  history, 
goals  and  objectives,  corporate  structure 
and  preferred  channels  of  communication 

h)  provide  resources,  training  sessions  or 
programs  necessary  to  familiarize 
employee  with  community  and  zone 
tourism  attractions  and  events 

i)  provide  adequate  time  for  training 

develop  and  implement  procedures  which 
facilitate  employee  training  for  customer 
service 
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SKILL  1 o 
PROVIDE 
CUSTOMER 
SERVICE 


The  participant  must: 


STANDARD 


The  participant  will: 


1.4  develop  and 
implement  proce- 
dures for  training 
staff  for  customer 
service 


outline  how  to  develop  and  implement  proce- 
dures for  training  staff  for  customer  service: 

a)  familiarize  employee  with  facilities 

b)  ensure  complete  employee  knowledge  of 
product  line,  services  offered  and  pre- 
sentation required 

c)  familiarize  employee  with  cash  systems 
and  procedures  for: 

• customer  transactions 

• company  records,  procedures  and 
house  policies 

d)  familiarize  employee  with  customer  ser- 
vice skills,  for  example: 

• interpersonal 

• service  delivery 

• customer  assessment 

• selling 

• problem  solving 

• timing 

e)  familiarize  employee  with  opening, 
preparation  and  closing  duties 

f)  provide  employee  with  adequate  time  to 
complete  training 

g)  use  training  checklists  or  occupational 
standards  to  ensure  all  areas  have  been 
adequately  explained 

develop  and  implement  procedures  for  train- 
ing staff  for  customer  service 
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PROVIDE 
CUSTOMER 
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implement 
procedures  for 
! maintenance  of 
customer  service 


STANDARD 


The  participant  will: 
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outline  how  to  develop  and  implement  proce- 
dures for  maintenance  of  customer  service: 

a)  take  advantage  of  applicable  training  pro- 
grams and  seminars  offered: 

• send  at  least  one  manager 

• pay  wages  for  meetings  attended  when 
required  by  law;  consider  paying  staff 
wages  otherwise 

• employ  follow-up  meetings  to  discuss 
presented  material,  its  applicability  and 
implementation  in  particular  business 

• owner  and  operators  should  also  attend 
applicable  management  level  training 
programs  and  information  seminars 

b)  treat  all  employees  with  respect 

c)  actively  encourage  personal  and  profes- 
sional growth 

d)  encourage  employees  to  pursue  occupa- 
tional certification  when  available 

e)  follow-up  on  employee  assignments  and 
work 

f)  recognize  and  reward  excellence  in 
employee  work 

g)  promote  from  within  company  whenever 
possible 

h)  interview  employees  on  regular  basis  to: 

• track  and  evaluate  performance 

• implement  fair  wage  structure 

• provide  employees  with  career  path 
possibilities 

• encourage  setting  of  goals  and  objectives 

i)  hold  regular  staff  meetings: 

• provide  agenda  to  staff  prior  to  meeting 
to  encourage  input 

• pay  wages  for  meetings  attended  when 
required  by  law;  consider  paying  staff 
wages  otherwise 

j)  act  as  role  model  for  staff  in  terms  of: 

• customer  service 

• positive  attitude 

® tourism  awareness 

k)  encourage  and/or  provide  for  staff  social 
functions 

l)  maintain  staff  schedules,  allowing  staff  to 
plan  in  advance;  refrain  from  making 
changes  at  short  notice 

m)  avoid  overworking  staff,  allowing  two  con- 
secutive days  off  whenever  possible 
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PROVIDE 

CUSTOMER 

SERVICE 


The  participant  must: 


1,6  develop  and 
implement  dis- 
missal and  exit 
procedures 
which  facilitate 
optimal  customer 
service 


STANDARD 

The  participant  will: 

develop  and  implement  procedures  for  main- 
tenance of  customer  service 

outline  how  to  develop  and  implement  dis- 
missal and  exit  procedures  which  facilitate 
optimal  customer  service: 

a)  have  complete  knowledge  and  under- 
standing of  Employment  Standards  Act 
with  regard  to  termination  of  employment 
by  employer  and  termination  of  employ- 
ment by  employee 

b)  have  clearly  defined  ehain-of-command 
regarding  responsibilities  for  dismissal 
and  exit 

c)  have  clearly  defined  dismissal  and  exit 
policy 

d)  have  clearly  defined  progressive  disci- 
plinary process,  e.g,  oral  warning(s),  writ- 
ten warnings(s),  suspension(s)  and 
dismissal 

e)  document  all  employee  warnings,  disci- 
plinary actions  and  dismissal  proceed- 
ings and  maintain  copies  in  employee  file 

f)  provide  copies  of  documented  warnings, 
disciplinary  actions,  and  letters  of  dis- 
missal to  terminated  employees,  and  let- 
ters of  recommendation  to  exiting 
employees 

g)  maintain  consistent,  regular  and  complete 
written  evaluations  of  employee  perfor- 
mance and  provide  copies  to  employee 

h)  provide  assistance  and  training  as  identi- 
fied in  employee  evaluations,  e,g.  referral 
for  professional  help,  skill  upgrading 

i)  include  following  in  exit  interview  when- 
ever appropriate: 

• discussion  of  reasons  for  dismissal  or 
exit 

• positive  reinforcement 

• use  of  appropriate  interpersonal  skills; 
allowing  for  emotional  outbursts,  etc. 

• employee  evaluation  of  business 

j)  allow  for  communications  with  other  staff 
regarding  reasons  for  individual’s 
dismissal 

develop  and  implement  dismissal  and  exit 
procedures  which  facilitate  optimal  customer 
service,  with  consideration  of  house  policy 
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2.1  develop  and 
implement  proce- 
dures for  dealing 
with  customer 
complaints 


outline  how  to  develop  and  implement  proce- 
dures for  dealing  with  customer  complaints: 

a)  develop  comprehensive,  documented 

complaint  policy  outlining: 

• importance  of  dealing  with  customer 
complaints  effectively 

• techniques  for  dealing  with  unsatisfied 
or  angry  customer,  including  creative 
ways  of  satisfying  customer 

• clearly  marked  roles  for  handling  com- 
plaints for  every  customer  service 
position 

• easy-to-follow  channels  of 
communication 

• other  house  policies  regarding 
complaints 

b)  provide  regular  training  programs  on 

techniques  for  dealing  with  unsatisfied  or 

angry  customers: 

• ensure  at  least  one  management  per- 
son is  present 

• provide  good  quality  audiovisual 
material 

• organize  or  provide  for  role-playing 
exercises 

• pay  wages  for  meetings  attended  when 
required  by  law;  consider  paying  staff 
wages  otherwise 

• follow-up  seminars  with  meetings  to 
discuss  applicability  and  implementa- 
tion of  material 

• make  time  for  regular  staff  meetings  to 
keep  staff  informed  and  to  encourage 
discussion  of  job-related  issues 

develop  and  implement  procedures  for  deal- 
ing with  customer  complaints 
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SKILL  2: 
DEAL  WITH 
CUSTOMER 
COMPLAINTS 


STANDARD 


The  participant  must: 


The  participant  will: 


3-4  2.2  develop  and 

implement  proce- 
dures to  follow- 
up customer 
complaints 


outline  how  to  develop  and  implement  proce 
dures  to  follow-up  customer  complaints: 

a)  follow-up  customer  complaint  while  cus- 
tomer is  still  present 

b)  whenever  necessary  and  possible,  fol- 
low-up customer  complaints  by  phone  or 
letter 

c)  maintain  file  of  unsatisfied  customers  and 
regularly  compare  it  to  reservations, 
orders,  etc.,  in  order  to  win  visitor/ 
customer  back 

develop  and  implement  procedures  to  follow- 
up customer  complaints 
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